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Abstract. This paper presents the perceived quality of tourist services from Tarnava Mare. The main 
objective of the research was to evaluate the quality of the rural guesthouses by using the SERVQUAL 
method. The SERVQUAL method permitted to develop e new research instrument adapted to the type 
of analyzed services (rural tourism accommodation facilities). The survey was made during the period 
august 2010-april 2011. The analysis of the 22 statements revealed that the main problem of the 
accommodation guesthouses was related to their availability of solving the tourists’ demands, even if 
the other aspects related to the staff behavior was evaluated positive. The problems are mainly due to 
the fact that the owners are those which assure the services’ delivery, and in most of the cases the 
tourists’ activity represents a complementary activity. As solutions for all these negative aspects can 
be mention participation to trainings, hire qualified staff. 
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Introduction. Rural tourism represents an alternative to the classic form of tourism. 
It offers the possibility to relax in a natural environment with a lot of benefits for the tourists 
(Dumitras et al., 2011). But beside the beauties of the area an important factor that is taken 
into consideration when a tourist destination is chosen is the quality of the services. 
Aims and objectives. The purpose of the research was to evaluate the quality of the 
guesthouses services in Tarnava Marea Area and to develop a proper research instrument for 
this type of services. 
Materials and methods. To achieve the objectives of the research a survey was 
conducted in Tarnava Marea during august 2010-april 2011. Tarnava Mare area is located in 
the center of Transilvania and is spread on the surface of 8 communes from 3 counties 
(Mures, Sibiu and Brasov).The total number of questionnaires applied were 412, from which 
296 benefit from the accommodation facilities.  The tourists were asked to evaluate their 
expectations and their perceptions related to the guesthouses were they were accommodated. 
The questionnaire design was based on the SERVQUAL method utilized to determine the 
services quality. The SERVQUAL method was used for different categories of services, such 
as:  private health care system (Butt and de Run, 2010), electronic commerce (Alzola and 
Robaiana, 2005), hotel industry (Devi Juwaheer, 2004). 
 Results and disscussions. The results of the research showed that the main problem 
was registered in the case of the statement „Staff is always available to attend your request” 
were the score was minus 0.41. This fact can be explained by the fact that the owners of the 
guesthouses are also involved in other household activities and they have no hired staff to 
take care of their business while they are busy. Other negative aspects noticed were related to 
the courtesy of the staff (Statement 12) and their engagement to tourists (Statement 5). The 
most well appreciated aspects were in the case of the safety felling (Statement 15) and the 
case of the adaptation of the services (Statement 7). In general the quality of the 










Eij Pij Pij-Eij 
1 
Architecture of the buildings and internal decoration is pleasant, simple and 
in harmony with the rural surroundings 
4,01 4,01 0,00 
2 The physical facilities are visually appealing and easy to use 3,83 3,81 -0,01 
3 Staff look well groomed and dress   4,23 4,11 -0,12 
4 The promotion materials should be attractive and convincing 4,03 4,04 0,01 
5 The guest house keeps the engagement to the tourist 4,18 3,86 -0,32 
6 Services offered allow tourist take part to the community’s life 4,17 4,06 -0,11 
7 Services are adequate to tourist needs and do not need to be change 3,91 4,04 0,13 
8 Services are delivered in the established terms and time 3,96 4,04 0,08 
9 The guest house offers real information, and keeps their records accurately 4,03 3,91 -0,12 
10 Staff offer good advice regarding the terms of delivering the services 4,02 4,09 0,07 
11 When a problem arises request is quickly dealt with 4,05 4,15 0,10 
12 Staff treat you politely and with warmth 4,26 3,97 -0,29 
13 
Staff give you good advice regarding the tradition, events and gastronomy 
of the place 
3,96 3,93 -0,03 
14 You may trust the staff 4,13 3,98 -0,16 
15 The safety feeling in your relation with the staff   3,86 4,05 0,19 
16 Staff at your disposal treat you pleasantly 4,04 4,05 0,02 
17 
Staff go out of their way to solve problems customers may have in proper 
manner 
4,11 4,07 -0,04 
18 Staff give you adequate and individual attention  4,01 4,05 0,04 
19 Guest house’s schedule is flexible and convenient for you   3,91 3,99 0,08 
20 Staff is always available to attend your request 4,19 3,79 -0,41 
21 Staff have tourists’ best desire and offer alternative solutions 4,04 4,02 -0,02 
22 
 
Staff should understand each tourist specific needs to offer him quality 
services at the establish price 
4,09 3,97 -0,12 
Note: Eij – the expectation for statement i from dimension j; Pij – the perception for statement i from dimension j; 
Source: own computation based on field data 
Conclusions. In order to achieve the tourists’ expectation some actions should be 
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